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Figure 2. The evolution of marketing (Lusch, Vargo & O'brien, 2007, p.7) 
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Care	 is	measured	 as	 an	 after	 purchase	 construct	 and	 refers	 to	 the	 outcome	 of	 the	 services	
process.	 The	 items	 of	 Hammerschmidt	 et	 al.	 (2015)	 are	 replaced	 by	 using	 three	 scale	 items	
adopted	from	Fassnacht	and	Koese	(2006).		
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Table 3. Questionnaire statements trust	
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4. RESULTS 































Reliability	 is	 tested	 by	 measuring	 the	 composite	 reliability	 (CR)	 and	 Cronbach’s	 alpha,	
complemented	with	 the	 indicator	 loadings.	 These	 tests	 are	 necessary	 to	make	 sure	 there	 is	
internal	consistency	reliability.	As	figure	4	shows,	all	scores	are	above	>0.8	and	thereby	meets	
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Figure 4. Cronbach's Alpha, Composite reliability & Average Variance Extracted (AVE)	
 
 
















Care 0,957 0,972 0,920
Charge 0,843 0,904 0,758
Choice 0,830 0,898 0,746
Co-production 0,854 0,889 0,571
Confidence 0,943 0,972 0,946
Convenience 0,897 0,928 0,764
Customer	Satisfaction 0,952 0,969 0,913
Loyalty 0,935 0,949 0,755
Trust 0,945 0,964 0,900
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Choice 0,616 0,623 0,864
Co-production 0,401 0,425 0,427 0,756
Confidence 0,825 0,668 0,664 0,493 0,973
Convenience 0,591 0,708 0,685 0,539 0,700 0,874
Customer	Satisfaction 0,657 0,656 0,659 0,404 0,760 0,691 0,955
Loyalty 0,602 0,531 0,558 0,667 0,723 0,588 0,629 0,869









Co-production 0,416 0,455 0,476
Confidence 0,868 0,730 0,741 0,507
Convenience 0,635 0,772 0,778 0,577 0,756
Customer	Satisfaction 0,686 0,709 0,726 0,419 0,801 0,738
Loyalty 0,633 0,581 0,628 0,722 0,767 0,635 0,664
Trust 0,810 0,731 0,725 0,534 0,930 0,714 0,771 0,844
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Figure 8. Inner VIF values 
































Care	->	Customer	Satisfaction 0,014 0,177 0,859
Charge	->	Customer	Satisfaction 0,138 2,496 0,013
Choice	->	Customer	Satisfaction 0,160 2,561 0,010
Co-production	->	Loyalty 0,348 7,759 0,000
Confidence	->	Customer	Satisfaction 0,426 4,806 0,000
Convenience	->	Customer	Satisfaction 0,177 2,324 0,020
Customer	Satisfaction	->	Co-production 0,059 0,673 0,501
Customer	Satisfaction	->	Loyalty 0,077 1,424 0,154
Customer	Satisfaction	->	Trust 0,732 22,551 0,000
Trust	->	Co-production 0,471 5,675 0,000
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Care	->	Customer	Satisfaction 0,016 0,051 0,187 0,261 0,852 0,794
Charge	->	Customer	Satisfaction 0,204 -0,056 3,340 0,512 0,001 0,609
Choice	->	Customer	Satisfaction 0,060 0,411 0,970 2,972 0,332 0,003
Co-production	->	Loyalty 0,396 0,279 6,744 3,894 0,000 0,000
Confidence	->	Customer	Satisfaction 0,473 0,332 4,401 2,007 0,000 0,045
Convenience	->	Customer	Satisfaction 0,154 0,191 1,764 1,392 0,078 0,164
Customer	Satisfaction	->	Co-production -0,029 0,215 0,304 1,215 0,761 0,224
Customer	Satisfaction	->	Loyalty 0,084 0,130 1,119 1,550 0,263 0,121
Customer	Satisfaction	->	Trust 0,748 0,697 21,109 9,966 0,000 0,000
Trust	->	Co-production 0,585 0,199 6,564 1,131 0,000 0,258
Trust	->	Loyalty 0,500 0,621 5,536 11,046 0,000 0,000
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	 Choice	 Supported	 Supported	 Not	
supported	
	 Charge	 Supported	 Not	
supported	
Supported	
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7. APPENDICES 





































1 2 3 4 5 
Helemaal	mee	 Mee	oneens	 Mee	eens/mee	 Mee	eens	 Helemaal	mee	
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 1 2 3 4 5 
19.	 Zeer	ontevreden	 Ontevreden	 Ontevreden	/	
tevreden	
Tevreden	 Zeer	tevreden	
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7.2. Appendix 2 – Loadings and cross-loadings 
 
 









AttLoy_1 0,617 0,515 0,533 0,536 0,705 0,595 0,606 0,836 0,757
AttLoy_2 0,479 0,467 0,500 0,596 0,574 0,483 0,495 0,840 0,654
AttLoy_3 0,446 0,387 0,438 0,606 0,545 0,481 0,482 0,845 0,616
BehLoy_1 0,590 0,499 0,547 0,580 0,726 0,558 0,595 0,906 0,767
BehLoy_2 0,531 0,488 0,468 0,593 0,656 0,510 0,566 0,922 0,719
BehLoy_3 0,456 0,401 0,412 0,575 0,545 0,425 0,523 0,860 0,626
Care_1 0,957 0,632 0,608 0,345 0,788 0,560 0,650 0,564 0,736
Care_2 0,962 0,633 0,615 0,421 0,808 0,606 0,649 0,601 0,753
Care_3 0,959 0,571 0,547 0,387 0,777 0,531 0,587 0,566 0,727
Charge_1 0,548 0,902 0,451 0,334 0,517 0,498 0,500 0,409 0,539
Charge_2 0,571 0,901 0,463 0,330 0,541 0,489 0,495 0,427 0,543
Charge_3 0,541 0,805 0,657 0,418 0,646 0,785 0,668 0,518 0,625
Choice_1 0,537 0,555 0,846 0,361 0,604 0,644 0,640 0,477 0,575
Choice_2 0,575 0,571 0,932 0,397 0,610 0,610 0,589 0,522 0,599
Choice_3 0,475 0,476 0,808 0,348 0,487 0,500 0,447 0,440 0,490
CoProd_1 0,461 0,496 0,481 0,795 0,593 0,614 0,447 0,645 0,599
CoProd_2 0,292 0,320 0,304 0,773 0,401 0,385 0,323 0,539 0,394
CoProd_3 0,309 0,337 0,330 0,760 0,361 0,449 0,307 0,485 0,350
CoProd_4 0,248 0,249 0,278 0,762 0,295 0,326 0,269 0,461 0,336
CoProd_5 0,212 0,198 0,245 0,722 0,224 0,264 0,199 0,416 0,268
CoProd_6 0,190 0,204 0,192 0,720 0,198 0,268 0,178 0,387 0,242
Conf_3 0,815 0,663 0,658 0,464 0,974 0,667 0,756 0,698 0,870
Conf_4 0,790 0,635 0,633 0,495 0,971 0,696 0,721 0,710 0,839
Conv_1 0,498 0,683 0,631 0,444 0,625 0,878 0,608 0,501 0,572
Conv_2 0,511 0,638 0,635 0,494 0,620 0,912 0,662 0,519 0,586
Conv_3 0,467 0,480 0,481 0,429 0,510 0,805 0,469 0,426 0,498
Conv_4 0,583 0,650 0,628 0,513 0,677 0,897 0,649 0,594 0,642
Sat_1 0,639 0,656 0,659 0,395 0,737 0,711 0,945 0,619 0,719
Sat_2 0,610 0,611 0,609 0,386 0,718 0,640 0,969 0,602 0,699
Sat_3 0,633 0,611 0,619 0,375 0,722 0,626 0,952 0,579 0,680
Trust_1 0,759 0,627 0,631 0,473 0,849 0,640 0,705 0,726 0,958
Trust_2 0,707 0,620 0,607 0,472 0,801 0,615 0,671 0,733 0,946
Trust_3 0,727 0,646 0,605 0,515 0,849 0,625 0,706 0,807 0,942
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7.3. Appendix 3 – Heterotrait-Monotrait Ratio (HTMT) 
 
 

















Charge	->	Care 0,705 0,704 0,038 18,386 0,000
Choice	->	Care 0,685 0,684 0,048 14,196 0,000
Choice	->	Charge 0,713 0,713 0,050 14,163 0,000
Co-production	->	Care 0,416 0,415 0,054 7,714 0,000
Co-production	->	Charge 0,455 0,456 0,055 8,198 0,000
Co-production	->	Choice 0,476 0,479 0,059 8,105 0,000
Confidence	->	Care 0,868 0,867 0,025 35,307 0,000
Confidence	->	Charge 0,730 0,730 0,037 19,990 0,000
Confidence	->	Choice 0,741 0,741 0,048 15,542 0,000
Confidence	->	Co-production 0,507 0,507 0,052 9,802 0,000
Convenience	->	Care 0,635 0,634 0,049 12,979 0,000
Convenience	->	Charge 0,772 0,772 0,033 23,280 0,000
Convenience	->	Choice 0,778 0,778 0,052 14,884 0,000
Convenience	->	Co-production 0,577 0,578 0,051 11,238 0,000
Convenience	->	Confidence 0,756 0,757 0,043 17,400 0,000
Customer	Satisfaction	->	Care 0,686 0,686 0,047 14,490 0,000
Customer	Satisfaction	->	Charge 0,709 0,710 0,037 19,282 0,000
Customer	Satisfaction	->	Choice 0,726 0,728 0,050 14,592 0,000
Customer	Satisfaction	->	Co-production 0,419 0,421 0,056 7,473 0,000
Customer	Satisfaction	->	Confidence 0,801 0,802 0,033 24,068 0,000
Customer	Satisfaction	->	Convenience 0,738 0,739 0,046 15,943 0,000
Loyalty	->	Care 0,633 0,632 0,043 14,627 0,000
Loyalty	->	Charge 0,581 0,582 0,049 11,972 0,000
Loyalty	->	Choice 0,628 0,629 0,058 10,744 0,000
Loyalty	->	Co-production 0,722 0,723 0,043 16,659 0,000
Loyalty	->	Confidence 0,767 0,767 0,035 21,803 0,000
Loyalty	->	Convenience 0,635 0,636 0,053 12,026 0,000
Loyalty	->	Customer	Satisfaction 0,664 0,664 0,038 17,421 0,000
Trust	->	Care 0,810 0,809 0,028 28,489 0,000
Trust	->	Charge 0,731 0,731 0,035 21,129 0,000
Trust	->	Choice 0,725 0,726 0,047 15,277 0,000
Trust	->	Co-production 0,534 0,534 0,052 10,180 0,000
Trust	->	Confidence 0,930 0,930 0,019 48,432 0,000
Trust	->	Convenience 0,714 0,714 0,041 17,573 0,000
Trust	->	Customer	Satisfaction 0,771 0,771 0,033 23,242 0,000
Trust	->	Loyalty 0,844 0,844 0,023 37,332 0,000
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Figure 16. Multi-group analysis tested including individual path coefficients (inner model) and P values for the 
path coefficients for the offline group (N=249) 
	
 
7.5. Appendix 5 – Individual Path Coefficients ONLINE group (including P values) 
 
 
Figure 17. Multi-group analysis tested including individual path coefficients (inner model) and P values for the 
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